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THE IMPACT OFLIBRARY PERFORMANCEON
STUDENTS’ SATISFACTION

Maysoun Restoum? & Steve Wade2

Department of Informatics, University of Hudder&fi&JK

Abstract

This paper aims to assess undergraduate students’ satisfaction within the Arab International University
(AIU). The results were addressed by conducting a questionnaardéotal of 228 of the undergraduate
students of AIU, and by undertaken 8 interviews with the librarians involved to understand users’
expectations and requirements of the AlUe Tindings showed: a) a statistical significance of students’
ability to find and use the information; b) a relationship betwsteidents' expectations and received
materials; ¢) students were satisfied with library services’ quality in terms of accessibility; d) a
relationship between providing the newest and valuable collections and students’ satisfaction; e) the most
difficulties facing students were a lack of time and the ability to Mis#ries; and f) the main services for
students were borrowing books and references services. Furthermofiedihgs illustrate statistically
important differentiations on the satisfaction level on library cobbestbetween participants and faculties.
A statistical significance between students’ profiles and their satisfactions was indicated in terms of
selecting the information resources.

Keywords: Arab International University (AlU), learning environment, library sergedlity, students’
satisfaction and expectations.

1. Introduction

Several studies have been addressedelhgionship between users’ satisfaction and quality of
library performance (Pitt et al., 1995; Yu, 2006; Reilly and WestbrooR9 l#hd Ankeny,
1991) Furthermore, the authers have been differentiated between the materiattatisdnd
emotional satisfaction (Yu, 2006; Arishee, 2000; Stamatoplos and Mat868; Martensen
and Gronholdt, 2003; Day, Lee, and Johnson, 1985; Applegate, 199®)adrymple, P., &
Zweizig, D, 1992). Additionally, demographic variables have been considerdchportant
characterizes that influenesers’ satisfactions of the quality of library services (Arishee 2000;
Shi 2003; Shi, Holahan et al. 2004; Yu 2006).

This paper discusses a part of the results of the questionnaire efgrattbate students
conducted in théirst phase of a PhD project to understand users’ expectations and requirements

of the AIU. Students’ satisfaction in an academic libranpntext, the models of users’
satisfaction, and the relationship of users’ satisfaction with demographic characteristics and
users’ needs are all reviewed in the next sections. Moreover, the subsequent sections introduce
the research method conducted and the data analysed. Key findingsarssidin are provided
later on. Finally, a brief conclusion is drawn.

2. Students’ Satisfaction in an Academic Libraries Context

The literature has vieweduslents’ satisfaction (SS) in academic libraries (ALs) at the late of
1990s. The assessmaestt library services’ quality in the higher education context has been
dramatically changed to be focused on users' expectations and negksting, thereby,
increasing the level of the satisfaction (Brophy 2000; Nitecki and Herna®; 20artensen and
Gronholdt 2003; Brophy 2006; Kassim 2009; Kiran 2010).

Recently, librarians paid more attention to increhsédevel of users’ satisfaction, deliver high-
quality services and to meet and suppeers’ needs in the educational process (Cullen 2001;
Simmonds and Andaleeb 2001). In the same context, Kassim and Za2k&& (deem that the
continuous update of the information resources is significant in tefmseeting theusers’
needs (Kassim and Zakaria 2006), whilst another study by K42€i69) indicates that the
library services provided, structures, and the availability of collections andmiafion
resources are important aspects of the satisfaction. Additionally, thefstdgyut important



differentiations in the satisfaction level of the mentioned principles betwegqrattieipants of
the selected faculties (Kassim 2009).

Furthermore, Wang and Shieh (2006) realise a substantial construdtisndge of library
services quaty on users’ satisfaction. They believe that providing adequate library services that
meet users’ expectations and needs is a way of increasing the quality of library services
provided (Wang and Shieh 2006). Nitecki and Hernon (20 that users’ satisfaction is
‘meeting or exceeding customer expectations, or fes difference between customer
perceptions and expectations of servicéknce, satisfying users is related to understanding

their expectations and subsequently establishing the gap betweenxpestatons and the
library services provided (Nitecki and Hernon 2000).

A crucial study was carried out by a research team at Glasgow Caledoniansltynivethe
199G, which indicates differentiation between users’ needs and their assessment of the quality
of the libraries. They recognise that users hold different perspedtivessms of how the
performance of academic libraries should be measured. A numbetmtfassociated with the
answers were given by students, including educational level, persafisamation and
experience, interest, usage and structure of the library, and finally gvotp (Crawford,
Pickering et al. 1998)

2.1  Models of Users’ Satisfaction

As mentioned abovecademic libraries have been articulated two models of’ uaéisaction.
The concentration of the first model wdisven towards users’ needs and material obtainment
In other words, the focus was made for what students have askesidowhat they have
obtained from the library (Tagliacozzo 1977; Zorn and Marshall 1995; Staomtepd
Mackoy 1998; Arishee 2000; Martensen and Gronholdt 2003; Yu )2086cording to
Applegate (1993), material satisfaction relies on the relationship betweemtstidemands and
received materials. In contrastsecond model emphasizes on tlers’ emotional satisfaction
of library material and services (Tessier, Crouch et al. 1977; Plutch&k Da8ymple 1990;
Applegate 1993; Yu 200@)enichel ,1980; D’Elia and Walsh, 1986; Dalrymple and Zweizig,
1992). Applegate (1993) and Yu (2006) deem that emotional satisfactindes all emotions
related to studentdnternal, personal and emotional satisfaction with the services received or
the agreement of the information obtained. It is the explanation of students’ feelings about the
services provided, and is a standard of information system asséssémémnis context, the
researcher can ask the patrons of they are satisfied with the provided $ibraiges or not
(cited by Yu, 2006) On the other handh¢ users’ needs as a variable has been considered an
important criterion in order to recognise the emotional satisfaction of (Skr, Holahan et al.
2009. Moreover, Shi agrees with Applegate (1993) that meeting users’ needs is the most
important consideration when assessing users’ satisfaction (Shi 2003).

2.2. Uses’ satisfaction and users’ profile

However, several researchers such as Day, Lee & Johnson (198§8¢g#&p (1995) and
Dalrymple & Zweizig (1992) have combined both models togetherein tudies in order to
review a broader and idepth picture of the users’ satisfaction, other studies were conducted to
investigate the demographic features of users. The finding cittickes differed from others.
Sandore (1985) points out that there was no recorded differencedmaiwusers’ profile and
students’ satisfaction, whereas Allen (1989) indicates that ‘gender’ affects students’
satisfaction, where females hold a more positive attitude of the CD-RQbhsysited by Yu,
2006) . Furthermore, Arishee (2000) recognises an essegitiibnship associating users’
satisfaction with quality of library services provided and other variables,asuleingth of stgy
native language and English language proficiency, and academic levelsdyf sthereas
another study shows no statistically significant relationship with useragaitisf in terms of
other demographic variables, such as gender, age, and undergraduatdiatthj(Arishee
2000.



3. Research Methods

A questionnaire was designed in an attempt to understand the undergraticeet’
expectations and requirements of the library services provided bysAlGritically, the
guestionnaire was formulated as a printed form and designed to take no anoté thinutes to
be completed. It was distributed by the researcher herself in Englisiown.. Furthermore, 8
interviews were conducted with the librarians to obtain a deeper insight ohdieeguaduate
students expectations and needs based on the librarians perspectivesenii{s¢ructured
interview was designed to take approximately 50-60 minutes.

Both methods (questionnaire and interview) were piloted to increaseatitity and the
reliability of the data collected in order to answer the research question ardute any
ambiguity and difficulties that might arise in the procedures of theathatigsis were eliminated
(Bell 1999; Teijlingen and Hundley 2001; David and Sutton 2011). Thepleaof the
guestionnaire was selected randomly by the researcher to be 5%iotihgraduate students
of the six faculties of AIU (Informatics and Communication HEegiring, Architecture,
Pharmacy, Civil Engineering, Business and Fine Art). The nuofbguestionnaires distributed
varied based on the number of patrons in each faculty. The questies were distributed to
252 students of AlU. A total of 228 questionnaires was returned. He@%eof the participants
were involved in the research. On the other hand, The intervienes carried out in Arabic
using a digital voice recorder (OLYMPUS WS-110) to increase the voice gaatityo capture
the richness of the conversatiddajid and Sutton 2011). The interviews were conducted after
obtaining the permission from the University of Huddersfield, and #feelagreement of the
director of Information Resources. Furthermore, ethical issues wee ato consideration.
The interviewees were informed that the personal data will be ignored feraonfidentiality
and security. Their permission was taken for conducting and regotite interviews. The
interviews were designed and organized following several stages wtacting with
identifying the research aim and objectives, selecting the interviews’ technique, designing the
interviews, identifying the interviewees, piloting the interviews)drecting and recording the
interviews, and analyzing and reporting the findings.

4. Data Analysis

This paper adopted PASW version 18.0 in an attempt to code and analgkdatgathered
from the questionnaire. Initially, data were entered and coded usingensimeferring to the
guestion options. Moreover, Excel was used in order to draw utputs using charts and
graphs to combine more than one variable in one fighmethe other hand, the data of the semi-
structured interviews were entered, coded, and reviewed using N¥Vi@oftware. A thematic
analysis was adopted in order to identify the themes of the conducted interviews.

5. Key Findings and Discussion

Demographic data were taken into consideration as an important aspect of data collbetion.
concern wasnade for the gender, age, users’ status and faculties as significant variables affect
responses. The finding reveals that more than 58% of the participants were andlenore
than 65% belonged to the first category-28). This was expected when considering the fact
that this is the normal age of university enrollmeftirthermore, approximately 27% of
students involved in the research were in the third year of shailies. Since 0.5% of each
faculty was taken as the research population, thus, the numbartiofgants of each faculty
was based on the whole number of users

5.1. Students’ Satisfaction

Academic libraries were considered a noteworthy place for obtaining and inBngation.
Hence, it was expected that students visit/use the AIUL as long as odtaiformation was
required. Critically, undergraduate students of the AlU were askéeyfwere satisfied with
their library’s performance in terms of finding and using the information. Figure 1 shows the
extent to which students thought their academic library met their needsg définding and
using information.
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Figure 1: Users’ satisfaction in terms of finding and using information (n = 228)

As can be seen in Figure 1, the majority of respondents believed thibraéhnies of AlU have
valuable collections and equipment that support them in finding angl th&innformation. The
majority of participants; more than 65% thought that their library \wasd’ for finding and
using information, whilst less than 05% of them believed that findimd using information
were poorly done. Furthermore, in order to discover whethapbstudents were able to find
and use the information of AIULs, the Wilcoxon test was applidt résulting median was
found to be ‘good’ for both finding and using information, which is highly significant (p-value
<. 001). Therefore, the libraries received a worthy rate for providing informatostudents,
irrespective of traditional and electronic services.

In the same context, the librarians of AlULs indicated that they proaffegient services to
meet the users’ requirements and, thereby, satisfy them. Hence, the material satisfaction was
measured by offering sufficient collections of printed and electroniantion resources
whilst the emotional satisfaction was assessed by the direct communiaatiomteraction
between the users and the librarians. The librarian A indicated that:

“I think they are satisfied 85%. The library is seeking to meet its users’ needs by providing all
requested items. The evaluation was done throogimnicating with them and asking them
about their satisfaction with the services, coltets and databases. Furthermore, accessing
databases from and out the campus was a positive principle to satisfy them”.

However, in providing valuable and remarkable collections of publishedeantbrmation
resources, this was considered an important principle in terms ofigtstap the quality of
library performance and the meeting of students’ expectations in regard to satisfaction (Nitecki
and Hernon 2000; Martensen and Gronholdt 2003). With this notefintiegs of this study
show statistical significance in relation to students’ ability to find and use the information.
Furthermore, the findings reflect Applegate’s model of the material satisfaction (1993), where a
strong relationsip can be seen between students’ expectations and needs, and received
materials.

Critically, selecting information recourses was recognised as antamppoint to be taken into
account in terms of accuracy, accessibility, cost, understandability, eardoy publication.
Figure 2 presents the rating of elements affecting the selection of ressource
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Figure 2: Rating of elements affecting the selection of resources (n = 228



Figure 2 reveals that students’ decision for selecting the information resources was affected by a
number of aspects. Almost half of the participants (approximatély) 46nsidered accuracy to
be the most important component influencing their selection ofmEtion recourses, whilst
they believed that accessibility, cost, understandability and year of publigegi@enimportant
factors, where the percentage of responses were less than 46%itraistcapproximately 1%
of participants found the cost to be an unimportant element affected d¢heitian of the
information resources, and less than 3% of them believed that the publicatiowasan
unimportant aspect. Furthermore, the median of the Wilcoxon test wadicating that these
elements were essential and highly significant (p-valug0&). Hence, in order to improveeth
effectiveness of the library in terms of selecting information aiifging students, all the
mentioned factors should be given considerable attention.

Critically, users’ demands have widely changed due to the use of technologies in the
librarianship domain. The librarians of AlY were aware of the change of the libraries and
librarians' roles in the digital age, as well as they were awfate change of the users’ needs.
The librarians deemed that the key requirements of the users weiairap updated and
accurate information and accessing to a bulk number of databases saquiddjfortlessly. The
librarian C stated that:

“Students need precise information in order to graduate, especially, for a final academic year,
while students of fourth ye need accurate information to write their dissertation”.

The current findings agree with those of Kassim and Zakaria J20@8ich identify that
providing the newest and valuable numbers of the collection andnafimn resources was
proposed to meet users’ satisfactions and needs. Furthermore, the findings of this study indicate
that students wre satisfied with library services’ quality in terms of the accessibility of the
collection and information resources, as highlighted in the study ofrK#28609)

5.2  Library Services

The questionnaire was emphasized on the most services used by unddegstudents in the
academic libraries of AIU in order to understand students’ expectations and needs. The services
of AIU library ordered according to nine usages. In order to assessldtiger importance for
each usage, the arithmetic mean was computed (see Table 4).

Table 4: Rank of AlU libraries services

Library services Mean | Rank | Library services Mean | Rank

Borrowing printed books 291 1 Reference service 3.67 |3
service

Borrowing e- books 3.21 2 Printing service 546 |6

Borrowing printed journals 4.60 5 Photocopy service | 570 |7

Accessing to e-journal and 4.54 4 Books reservation 6.90 |9

database service

As shown in Table 4, the main services that seemed to be an essential fotsstuelen
borrowing books, either printed or electronic and reference servicese Hémaries providing
a considerable collectioof information resources reinforces and meets students’ needs, and
thus enhances their satisfaction level (Pitt et al., 1995; Yu, 2006; ReillyVastbrook; 1989
and Ankeny, 1991). As mentioned above, the libraries of AlU contain crudiettions of the
newest and most valuable information resources, and students weretdobedsatisfied in
terms of finding and using the information resource.

Since the role of academic library and librarians has changed due to adeptinglogy in the
librarianship domin, new library services have emerged and nelvestents were required. In
the AIULs context, the librarians played a fundamental role in guidiagning, teaching and
assisting users to obtain their required information and services provitedlibrarian S
explicated that the key roles for her as a librarian were training and guiséns to obtain the
required information. She stated that:



“Meeting the needs of the users, teaching users the searching ways to access information,
guiding, using the internet, searching in bookstruncting them how to use references and
electronic library, informing them with the libragnd circulation rules and everything new,
making suggestions. My major role is guiding to ithfermation, whether printed or electronic,
databases or images, as well as training students at the beginning of every semester”.

5.3 Difficultiesof Using Library Services

Critically, participants were asked to determine the difficulties and obstacleswaeedusing
their libraries. Figure 3 reveals students’ difficulties of using the library(s).

W lack of time u lack of printed books
u lack of printed journal M lack of e-books
M lack of e-journal B browesing e-books

| B e-journals' accessibility M lack of assistance
A e
| B Unfamiliarity open hours

/ Availability

Figure 3: Difficulties of using library services (n228)

According to Figure 3, several difficulties were indicated. More than 47%adicipants

experienced difficulties in using their library due to a lack of time, edapproximately 28%
advised of difficulties in terms of the ability to visit libraries. On theticog, less than 7% of
respondents mentioned a difficulty related to the staff assistance. itiomdédpproximately

11% stated unfamiliarity with the use of library services. Furthermbee]ibrarians agreed
with the undergraduate students that the lack of time was the mosioeodifficulty faced

students through their use of the library and its resources. ThadibK stated that:

“The problems and difficulties are the lack of tiared the slowness of the internet network.
Furthermore, the librarian must have technical sealrching skill$.

Kassim (2009) found in her study that participants were satisfied kétloppening hours as a
service provided by the library. While, the findings of this stsldgwed that students were not
satisfied with the library’s opening hours, which they rated as a common difficulty facing them
when using their academic librariéhe variation of the results between Kassim’s study and

the current study was based on the difference of the both universltige @nd polices.

54  Comparison of Students’ Satisfaction with Demographic Variables

Mann-Whitney and Kruskal-Wallis tests were carried out to compare tleeatiffe between the
rate of finding and using information and demographic variablesTakle 4. However, the
independent variables revealed significant differences in terms of informatiomaestements
(see Table 4).

Table 4: Statistical tests for comparing the rate of important elements in terms of pesisiabes

Variable | Response Test p-value Variable | Response Test p-value
Gender Accuracy Mann .072 Level of | Accuracy Kruskal- | .012**
Whitney study Wallis
Accessibility .004** Accessibilit .031**
y
Cost <.001*** Cost .043**
Understand 120 Understand .373
ability ability
Publication .110 Publication <.001**
*
Age Accuracy Kruskal- | .007** Faculty Accuracy Kruskal- | .053
Wallis Wallis




Accessibility <.001*** Accessibilit .008**
y

Cost .203 Cost .669

Understand .018** Understand .010**

ability ability

Publication <.001*** Publication 717

Note: *Significant at the 0.05 level of significance
**Highly Significant at the 0.01 level of significance
** \/ery Highly Significant at the 0.001 level of sijcance

As revealed by the data in Table 6, the gender, age, level of education altyl deaups
showed a significant difference (p-value= .004, <.001, .081.@®8) in the interpretation with
respect to accessibility. In terms of accuracy, significant difference wed doe to the age
and the level of study (p-value = .007 and .012). In additioe,gender and level of study
groups resulted in a significant difference (<.001 and .043hfcost, whilst age and faculty
groups led to a significant difference (p-value = .018 and .0XQyrfderstandability. Finally,
with respect to the publication, the age and level of study graemsdted in a significant
difference (p-value = <.001). It can be seen that the level of signifigaoneaed by the Mann
Whitney and Kruskal-Wallis tests were different from one personal variableotber based on
students’ needs of the information required.

The findings differ from the findings of Sandore (1985)jclithighlight no recorded difference
between theaisers’ profile and students’ satisfaction. The findings further show a statistical
significancebetween students’ profiles and their satisfaction in terms of selecting information
resources. On the other hand, the findings corresponded with ttiegBnof Allen (1989),
which indicates ‘gender’ as an important indicator affecting students’ satisfaction (cited by Yu,
2006) . Furthermore, the findings are related to those garnergddiee (2000), who suggests
a fundamental relationship associating users’ satisfaction with the academic levels of study,
whilst the current study differs with this, and shows no statisfisaiinificant relationship with
user satisfaction in terms of other demographic variables, nametiegand age.

6. Conclusion and Future Work

The paper provides an attempt to explore the satisfaction undergraduate siitténtshe
libraries of AlU in Syria. The questionnaire was designedntierstand students’ expectations
and needs in order to improve the library services provided angportuhem in their learning
environment For further investigation, 8 interviews were conducted with the librad&mise
AlU.

The findings show a statistical significance of undergraduate studgitisy to find and use
information. A strong relationship was further recognised between students’ expectations and
needs, and received materials. The findings indicate that students weiedsati#f library
services’ quality in terms of accessibility of collections and information resources, and further
determined that providing the newest and most valuable collections fanehation resources
will help meet users’ satisfaction and needs. The most common difficulties facing students
through the use of libraries were a lack of time and the ability to vis#ridgs whenever and
wherever. On the other hand, the main services that seemed to be essamtidénts were
borrowing books (either printed or electronic) and reference servicesntrast, the librarians
indicated to their changed role of the academic libraries as a result of the inforreatiburion
and technology adoption. Furthermore, the findings illustrate statisticaflyortant
differentiations on the satisfaction level on library collections between partisipand
faculties. A statistically significant link was established between students’ profiles and
satisfaction in terms of selecting information resources.

The guestionnaire was carried out followed by another questionnaiiatandews in order to
determinethe different stakeholders’ perspectives, which were academic staff, librarians, and
administrators. It is anticipated that the investigation will assist in termsuafiying the whole
picture of the AIULs by applying the soft system methodology dsamework to guide the
research, which will further contribute to developing the library managetys&ens, increasing



the level of satisfaction, and meeting their needs in order fmosiufnem in their teaching and
learning environment.
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